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'') Leonard L. Berry . A.Parasuraman and Valarie A. Zeithamt , “The Service — Quality Puzzle “ , 
Business Horizons . Vol. 31, No. 5. Sept. — Oct... 1988 . PP 35 +43 . 
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a Joscph Cronin and Steven A. Tayalor . “ Measuring Service Quality : A Reexamination and 
Extension ~ , Journal of Markcling . Vol. 56. July 1992 . PP 85-68 | 
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Tom J .Brown. Gilbert A . Churchill, and Pual Peter. “ Improving the Measurement of service 
Quality “ . Journal of Retailing. Vol. 69. Nol . Spring 1993, PP127-139 . 
“) Naresh K.Mathotra. Francies M.Ulgado . James Agarwal and Imad B, Baalbaki , “ A Comparative 


Evaluation of Dimensions of Service Quality Between Developed and Developing Countries” , 
International Marketing Review . Vol. LI. NO 2, 1994, PP5-15. 
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‘Fawzi M. AlKhatib. Hisham Garaibch. “ Service Quality: Bank Customers’ Expectation and 
Perception in Jordan “ , Derasat .Vol. 25. No. 1.1998. PP199-209, 
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‘” Richard L. Oliver. * A Cognitive Model of The Antecedents and Consequence of Satisfaction 
Decision “ . Journal of Marketing Research , Vol. XVII. Nov 1980, PP460-467. 

Terence A. Oliva . Richard L. Oliver. fan C, Macmillan.“ A Catastrophe Model for Developing 
Service Satisfaction Strategies “ . Journal of Marketing , Vol. 56 , July 1992 , PP83-95. 
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Steven .A . Taylor .Thomas L. Baker .” An Assessment of the Relationship between Service 
Quality and Customer Satisfaction In Formation of Consumer Purchase Intention” . Journal of 
Retailing , Vol. 70. No. 2. 1994. PP 163 - 176. 

Richard A, Spreng , Robert D. Mackoy , “ An Empirical Examination of a Model of Perceived 
Service Quality and Satisfaction”, Journal of Retailing ,Vol. 72, No 2.1996, PP 201-214. 
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©) Lawrence A. Crosby. Kenneth R. Evans And Deborah Cowles. “ Relationship Quality Service 
Selling: An Interpersonal influence Perspective *. Journal of Marketing. Vol. 54, July 1990, PP68- 


79. 
(2) David A. Aaker . Robert Jacobson . “ The Financial Information Content of the Perceived 


Quality “ , Journal of Markcting Research . Vol. XXX1. May . 1994. PP191-201 . 
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Share and Profitability: Finding from Sweden” . Journal of Marketing, Vol. 58. July 1994, PP 53- 
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© Roland T. Rust . Anthony J. Zahorik . And Timothy L. Keiningham , * Return on Quality: 
Making Service Quality Financially Accountable “, Journal of Marketing . Vol. 59, April 1995 . PP 
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"* Mowen , Consumer Behavior , OP.Cit., p 526. 

Wbid. p 527. Lee 

on Rex Bennett.“ Gaining A Competitive Advantage Through Customer Satisfaction “ . OP.Cit, P25. 
 Toid . P25, 
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(1) Ibid . p25. 
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‘” Mowen. Consumer Behavior .OP.Cit . p 527. 
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| Source: - Steven A. Taylor. Thomas L. Baker. * An Assessment of the Relationship Between service 
Quality and Customer Satisfaction in Formation of consumer's Purchase * . OP.Cit. p 166. 
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Philip Kotler. Marketing Management Analysis , Planning , Implementation and Control , 8" edition . 
Prentice -Hall. U.S.A. 1994. p4l. 
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ibid. pat. 
“bid _ p42. 


~ Mowen . Consumer Behavior . OP.Cit . p 517. 
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 Thid p 518. 
’ bid. p 521. 
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(1) Meidan , Bank Marketing Management , OP.Cit . p 137. 
(2) David L.Loudon . Albert J. Bitta , Consumer Behavior Concepts_and Appl ications 4” edition . 
MacGraw -Hill Inc. NewYork , 1993 . p 565. 
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Ibid . p 533. 
Ibid . p 533. 
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' Meidan , Bank Marketing Management , Op.cil , 137-138, 
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'Oliva.Oliver.& Macmillan.“ A Catastrophe Model for Developing Service Satisfaction Strategies “ . 
it. p84. 

™ Jbid. p84. 

“ Meidan . Bank Marketing Management , OP.Cit, P 138. 
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James F. Engel. Roger D. Black Well. Consumer Behavior . 4" edition, Dryen Press. U.S.A, 1982, 
pss). 
‘bid. p S81. 
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from Sweden * . OP.Cit . P55. 
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; Abstract 
The Effect of Service Quality on Profitability and Customers’ Satisfac- 


tion in Jordanian Banks 
(A Comparative Study between Housing Bank 
; and Jordan Islamic Bank ) 
Prepared by: 
Rasmiha Abu-Mousa 
Supervised by: 
Dr: Adel Rajab 
Dr: Heil Al- Janabi 


This study aims at recognizing the actual level of presented banking service 
quality in both Housing and Islamic banks in Jordan, and also to recognizing the level 
of customers’ satisfaction, In addition to degree of their loyalty to their banks. It also 
aims at relating banking quality service actually presented and the increasing of profit- 
‘ability represented by the ratio of Return On Investment (ROI). In order to present sug- 
: gestions and recommendations to help the administration of both Housing and Islamic 


‘ banks in Jordan to improve the actual level of presented service quality. 


: To achieve the aims of the study the following three questionnaires have been 
' distributed to the following parties: - 

1, Customers’ questionnaire: - This aims at recognizing the customers’ evaluation 
of Housing and Jordan Islamic banks of actually presented banking service quality, 
and recognizing the range of encounter in the both banks, in term of skills and quali- 
fication that are necessary to present the service in good quality. In addition to that, 
lt aims at recognizing the level of customers’ satisfaction and degree of their lo - 
alty, and banking service quality presented between 1995-1998 and their satisfaction 
in the same period. 

2. Encounter employee questionnaire:- This questionnaire has been distributed to 
first line employee of Housing and Jordan Islamic banks in Jordan to know the 


range of their practices of skills and necessary qualifications to present the service in 
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‘a good quality , and compare this evaluation with the evaluation of banks’ custom- 


ers. 


3. Managers’ questionnaire:- This questionnaire has been distributed to the man- 


agers’ of branches and offices of Housing and Jordan !slamic Banks in Jordan to 
recognizing their evaluations about the banking service quality that are presented 


actually , and compare this evaluation with the evaluation of customers’ banks under 


study . 


This study concludes with the following results:- 

1. There is a significant statistical difference between the customers” 
evaluation of Housing bank and the evaluation of Jordan Islamic bank 
as for the level banking service quality actually presented , as the cus- 
tomers evaluation of Housing bank was higher than those of Jordan Is- 
Jamic bank . 

2. There is a gap between the customers’ evaluation of Housing bank 
and Jordan Islamic bank as for the level of banking service quality that 
are actually presented. 

3. There is a gap between the customers’ evaluation of Housing bank 
and Jordan Islamic bank and the evaluation of encounter employee dur- 
ing their practice of their skills and necessary qualifications to present a 
good quality service. 

4. There isa statistical relationship between banking service quality that 
are actually presented in both Housing and Jordan Istamic banks and 
customers’ satisfaction, but the level of customers’ satisfaction of 
Housing and Jordan Islamic banks was low. 

5. There is no statistical relationship between satisfaction and custom- 
ers’ loyalty in Housing and Jordan Islamic banks. 

6. There is no statistical relationship between presented banking service 
quality of Housing and Jordan Islamic bank and profitability. 

7. There is no statistical relationship between customers’ satisfaction of 


Housing and Jordan Islamic Banks and Profitability. 
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This study finds out many recommendations as:- 

It_ is necessary for the administrations of Housing and Jordan Islamic banks to de- 
sign certain strategies and policies to improve banking service quality , that are ac- 
tually presented , by developing and improving tangible materialistic aspects , de- 
veloping the feeling of current and expected customers and showing an interest in 
+ the customer . 

| 2. Working towards the improvement of the mind impression about banking service 
quality, by the concentration of promotion and private contact with the customers . 

3. Carrying out many marketing researches to know the reasons of the gap between 
the administrations’ perception at the level of banking service quality with custom- 
ers’ perception 

4. It is necessary for the administrations of Housing and Jordan Islamic banks to 

precept their customers at the level of banking service quality continually, as a result 

of the importance of the analysis in determining the necessary policies and proce- 
dures to improve the level of service presented to customers 

5. Carrying out the necessary procedures to improve the encounter employees’ skill 
and qualifications in both Housing and Islamic Jordan banks by making effective 
training courses, increasing the material and moral support to encounter employees, 
and making available a good system to peruse and observe the performance. 

6. It is necessary to carry out continuous annual researches to study the level of 


banking service quality, customers’ satisfaction, and their loyalty to banks relating 


them to profitability. 
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